
Minutes of Patient Participation Group ( PPG ) Meeting – Thursday 29th October 2015 
 
Attending:- Kelly Hartland (KH) Practice Manager 
 Sam Bridgewater (SB) PM Assistant 
 Paul Hubbard (PH) 
 Harry Summerton (HS) 
 Val Thornton (VT)      
 Michael Dean (MD) 
 Janet Edwards (JE) 
 Eve Buchanan – Healy (EH) 
 Ann Thow (AT) 
 Kathy Smethers (KS) 
 
Apologies:- David Bell ( DB ) Jane Powl (JP)  
 
 
REVIEW OF PREVIOUS MINUTES (2nd RECEPTION) 
 
KH gave a review of previous minutes. Health promotion (healthy eating/stop smoking) is now displayed in 
2nd Reception and regularly replenished. The carpets in both waiting areas have been cleaned and look 
much fresher. Nurse’s rooms have new vinyl and lobby carpet has been replaced. 
KH advised that the Over 75’s appointments had not been advertised within the surgery yet, as the slots 
are full until the end of January at present. 
 
PATIENT SURVERY – OVERVIEW 
 
SB gave an overview of the Friends and Family Questionnaire for 2015. The majority of completed surveys 
were very positive. SB explained that the latter part of the year not many questionnaires had been 
submitted. The group discussed how the surgery could improve this. It was suggested that the Reception 
staff could start to record verbal positives and negatives. Also discussed were handing out the 
questionnaires and asking patients to take away and email back responses. 
 
TELEPHONE SYSTEM 
 
KH informed the group that the telephone system is due to be replaced week commencing 18/01/2016. The 
telephone number will be staying the same.  The group discussed whether this should be advertised on the 
website and in the surgery, as it may cause disruption with getting through on the telephone. It was decided 
that the surgery should have an automated message warning of possible disruption or down time on the 
installation day. ACTION KH. 
 
CAPITAL GRANT 
 
KH informed the group that the surgery had received a grant for 66% of costs  to replace some of the 
flooring and the redesign of the main reception back office. 
 
ONLINE APPOINTMENTS 
 
JE said that obtaining an online appointment had improved. PH asked why the nurse’s appointments were 
not available to book online. KH explained that due to the amount of different procedures the nurses 
undertake, and the differing time needed to do these, it would be extremely difficult to offer these over the 
online system and that it was also not an option with our GP system provider at present. HS asked if the 
questions that are asked before booking an online appointment were necessary. KH explained these were 
valuable for the doctors to know in advance and also may highlight that an appointment is not necessary 
and can be dealt with over the telephone for example. 
 
PRACTICE MANAGER 
 
The surgery is currently in process of recruiting a new Practice Manager as KH will be leaving mid April 
2016. KH thanked the group for being so supportive during her time at Grove Road Surgery. 
 



 
ANY OTHER MATTERS 
 
VT reported that she had experienced problems recently with prescriptions going astray and wondered if it 
was to do with the electronic prescribing system. KH felt that it was likely to be human error, which 
unfortunately happens on occasions when dealing with high volumes of prescriptions. 
 
It was mentioned by the group that the blind in 2nd floor waiting room was bent and damaged. KH and SB 
will see if it can be reshaped. ACTION SB 
 
MD informed the group that the patient transport was no longer being run by volunteers and had been 
taken over by private contractor. The surgery had not been informed of this. MD to check that service he 
uses has same contact number as the surgery holds. After meeting, MD rang SB and confirmed same 
telephone number. It was agreed that SB should telephone the patient transport and ask for criteria list and 
if OK to include this and their telephone number in our next Newsletter. ACTION SB 
 
It was agreed that 2016 PPG Meetings will be held on Mondays as this suited the group best. 
 
Next Meeting: Monday 22nd February 2016 at 10.30am. 


